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MEMORANDUM AGENDA ITEM No. 7 (E)

107.07-17A  MAMIDADE/GSA-MAT. MGT. «

TO: Hon. Chairperson Natacha Seijas DATE: April 20, 2004
and Members, Governmental Operations
and Environment Committee
SUBJECT: Report on WASD’s Plans to
FROM: George ess Address Audit Recommendations

County W’YM

The following is a status report regarding the audit of the Miami-Dade Water and Sewer Department’s
(Department or WASD) collection and accounts receivable practices conducted by Audit and
Management Services. Attached is a matrix document reflecting the Department’s plans for addressing
each of the audit recommendations included in the WASD Delinquent Accounts Receivable Management
Review Audit Report submitted to the Board of County Commissioners on January 7, 2004.  As
reflected in the Department’s response, numerous procedures are being considered and are currently
being implemented to address the areas of concern.

As mentioned in the Department’s formal response, the implementation of the Customer Information
System (CIS) impacted o perations involving customer accounts. The implementation took more than
three and one-half years to complete. Numerous operations were impacted after going live and decisions
were made to ensure that basic functions were maintained during the transition period. Overall, the CIS
has provided numerous improvements to the Department and increased customer interaction, especially
through services that are now available through the Internet.

One of the concerns expressed by Audit and Management Services is the trend towards the increasing
amount of delinquent account receivables over 90 days. However, by their nature, many types of
receivables require more than 90 days to resolve. The following listing illustrates this point:

Liened accounts $1,538,520
Bankruptcy accounts 1,334,242
Government accounts 1,720,607
Multi-Units 1,438,899
Administrative hearings, investigations,

payment arrangements, etc (estimated) 300,000
Total $6,332,268

Additionally, if implementation of the CIS had not adversely affected operations, and the annual write-
off had been performed for the past two years, the “over 90 days” delinquent accounts would have been
reduced by approximately $6.3 million. This is now being corrected.

Assistant Cou1TyJ Manager
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MIAMI-DADE WATER AND SEWER DEPARTMENT
AUDIT REVIEW - WASD DELINQUENT ACCOUNTS RECEIVABLE MANAGEMENT REVIEW
AUDIT RESPONSE MATRIX

EXHIBIT A

21 ACCOUNTS DISCUSSED IN THE AUDIT REPORT ON PAGE 11

Of the 21 accounts listed on page 11 of the audit, the following information is provided:

(20) were delayed because of the CIS implementation (after the December 2001 conversion, CONPs were suspended

until March 2002; when the FDOs began receiving CONPs again, there was a huge backlog of thousands of orders;
therefore many CONP and reread orders were canceled programmatically by the system, as the FDOs could not keep up
with the volume, it was not until well into 2003 that the backlog was brought under control: other problems with the CIS
conversion also delayed field collections as well, such as the cancellation of thousands of CONP orders because many
bills were not sent to customers; and FDOs also had difficulty in dispatching orders and many were lost until corrections
were made to the dispatch process);

(4) were delayed because of underground leak (UGL) investigations requested by the customer (this is a legitimate
request made by customers if they believe that they have a UGL and will receive a credit; it can take several months for
the customer to complete all repairs and subsequently for the Department to determine if there actually was a UGL and if
the repairs warrant issuing a credit);

(1) was delayed pending a certified meter test requested by the customer (another legitimate request if the customer
believes that the meter is not accurate);

(8) accounts were mishandled by data entry staff (these were during the CIS implementation, and many of the
procedures were new to the employees, and therefore mistakes were not uncommon until staff gained better
experience);

only (2) of the accounts had service reconnected for partial payments (not 15 instances as stated in the audit report).

One account was reconnected twice for partial payments: The first partial payment of $200 brought the balance due
down to $70; the second partial payment of $430 left a balance of $600, but on the day of the scheduled CONP, the
customer requested a certified meter test because of a high bill.

The other account was reconnected after a partial payment of $200, because the customer said they had a leak under
the house, and they requested an underground leak credit form to submit upon completion of the plumbing repairs.
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